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DETAILED ACTION 
Response to Amendment 

1 . Applicant's amendment filed on September 9, 2004 has been entered. Claims 1- 
19 have been amended. Claims 20-21 have been cancelled. Claims 22-23 have been 
added. Claims 1-19 and 22-23 are still pending in this application, with claims 1, 8 and 
15 being independent. 

Claim Rejections - 35 USC § 103 

1 . The text of those sections of Title 35, U.S. Code not included in this action can 
be found in a prior Office action. 

2. Claims 1, 4-8, 11-15 and 18-19 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Bjurstrom et al. (US 6,594,348) in view of Porter et al. (US 
5,825,856). 

As for claim 1, Bjurstrom et al. teaches a system and method for voice browsing, 
where a particular caller [is prompt] with a menu of browsable help information via a 
voice browser (as read on "to have a menu read to the user and to allow the user to 
select a certain item from the menu'), wherein said menu of browsable help information 
is a first web script translated by said voice browser into audio output (See Col. 2, lines 
1-10 and Col. 5, lines 54-58); and responsive to a selection from among said menu of 
browsable help information (as read on the functions performed by the DTFM tones 
sent from user's telephone)(See, for example, Col. 9, lines 20-30), translating a second 
web script for said selection from among said menu of browsable help information via 
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said voice browser into audio output to said particular caller (See, for example, Col. 6, 
lines 41-51 and Col. 8, lines 30-33). 

It can be seen that Bjurstrom et al. does not explicitly teach- "... managing voice 
browsing while a call is on hold comprising receiving a call from a particular caller at an 
on hold system ". However, the use of an IVR (See Col. 2, lines 1-10) suggests 
implementation of such method and system in an "on hold system". Bjurstrom et al. 
further suggests implementation of their system in environments in which customer 
service is to be provided (See Col. 1 , lines 32-38). 

Porter et al. teaches a system for interactive voice response in which a calling 
customer is presented with a help menu and placed "on hold" at different stages of his 
or her call (See, for example, Fig. 2A, 202). Porter et al. system includes an ACD and 
an IVR (or VPS 1 74)(See, Col. 4, lines 7-1 0). 

IVRs are common elements of call centers and are used in combination of other 
elements, like ACDs, to perform Applicant's claimed limitation of "receiving a call from a 
particular caller at an on hold system". Thus, it would have been obvious to one of 
ordinary skill in the art to modify Bjurstrom's et al. system as per the teachings of Porter 
et al. and in this manner provide a system capable of providing information and services 
to a caller. 

Claims 7-8 and 14-15 are rejected for the same reasons as claim 1. 

As for claims 4, 1 1 and 17, the claimed limitations read on teachings provided by 
Bjurstrom et al. (US 6,594,348) in Col. 5, lines 41-46. 
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As for claims 5-6, 12-13 and 18-19, Bjurstrom et al. (US 6,594,348) teaches that 
the "voice browser of their system is arranged to access any other mark-up language 
files besides HTML (See Col. 3, lines 62-67). 

3. Claims 2, 9 and 16 are rejected under 35 U.S.C. 103(a) as being unpatentable 
over Bjurstrom et al. (US 6,594,348) in view of Porter et al. (US 5,825,856), as applied 
to claims 2, 8 and 15 above, and further in view of Walker et al. (US 5,978, 467). 

As for claim 2, it can be seen that the combination of Bjurstrom et al. (US 
6,594,348) in view of Porter et al. (US 5,825,856) lacks the step of placing the call in a 
particular hold queue from among a plurality of hold queues, wherein said particular 
hold queue is related to said help subject . 

Walker et al. ('467) teaches "Initially, a caller places a call to a customer service 
provider (box 100). The incoming caller's telephone number is detected by an 
automatic number identification (AN I) facility. In response to voice prompts from IVRU 
14, and in conjunction with control commands from ACD 12, PBX 10 then inputs 
information regarding the call to ACD 12 (box 102). One such piece of information may 
be the subject matter of the call. For instance, IVRU 14 may provide a series of 
subjects to the caller, and ask the caller to respond by depressing a specified key to 
identify a particular subject (e.g. "press 1 for printer problems, press 2 for modem 
problems"). Once the call information has been entered by ACD 12 into call database 
36, the system determines whether an appropriate agent is available (decision box 
104). If so, the call is routed to the agent's phone and the information associated with 
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the call is transmitted to the agent's terminal (box 106). If no agent is available, the call 
is placed in the holding queue (box 108) [...] If the caller declines to hear more 
information, the call remains on hold in the holding queue (box 1 12) to await availability 
of an appropriate agent (decision box 118)." (See Detailed Description, Col. 6, line 48- 
Col 6, line 4). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to modify Walker et al. ('240) system by adding the step of once 
the call information based on the caller IVRU responses has been entered by ACD, the 
system determines whether an appropriate agent is available and placing the caller into 
an appropriate queue until an agent becomes available (i.e. placing said call in a 
particular hold queue among a plurality of hold queues, where said particular hold 
queue is related to said help subject ): therefore the caller will experiment an increased 
level of customer satisfaction by having a skilled attendant answering his or her call. 

Regarding the claimed limitation " wherein said menu of browsable help 
information is specified for said help subject ", Examiner believes is non-critical as the 
functions are those performed by a sub-menu and can be provided by duplicating the 
system and method taught by Walker et al. 

Claims 9 and 16 are rejected for the same reasons as claim 2. 

1. Claims 3 and 10 are rejected under 35 U.S.C. 103(a) as being unpatentable over 
Bjurstrom et al. (US 6,594,348) in view of Porter et al. (US 5,825,856), as applied to 
claims 2, 8 and 15 above and further in view of Rupe et al (US 2003/0031309). 
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As for claim 3, Walker et al. discloses the system as claimed except for the steps 
of prompting said particular caller when said call is next in line to be answered by a 
representative: responsive to said particular caller indicating a readiness to move to 
said representative, transferring said call to a PBX system for distribution to said 
representative: and responsive to said particular caller indicating a readiness to 
continue accesing one from among said first web script and said second web script via 
voice browser, removing said call from a hold gueue while enabling said particular caller 
to continue accessing one from among said first web script and said second web script 
via said voice browser . 

Rupe et al. teaches "If the caller has chosen to be placed in a queue, a priority is 
generated and assigned to the caller. The call is placed in the queue until a detected 
event occurs. Once a detected event occurs depending on the priority, the call is 
routed to the selected destination. While in a queue, the caller may be simultaneously 
provided access to various automated interactive functions through which additional 
information may be accessed and retrieved. The caller may be further provided the 
option of being interrupted while employing the interactive functions such that their call 
may be routed to the selected destination upon occurrence of the detected event. 
Another option may be to complete all interactive functions before any routing of the 
call may occur. [...] When the caller chooses to be interrupted when a call attendant 
becomes available and once the interactive application is initiated, the VRU will then 
continually monitor the availability status of a call attendant, and once one becomes 
available, interrupt the interactive session and provide the option of being transferred to 
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the available attendant or to continue to browse. If the election is made to speak with 
the available attendant, the connection is then established. " (See Detailed Description, 
P. 0013, lines 1-14 and P. 0030, lines 1-9). 

Rupe et al. further teaches " While in the VRU, a caller has the option to initiate 
various interactive functions which are hosted on the VRU. This may include 
accessing various audio menus which a caller may access information while in the 
queue."(See Detailed Description, P. 0024, lines 9-12). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made, to modify Walker's et al. system by adding the steps of caller may 
be provided the option of being interrupted while employing the interactive functions 
such that their call may be routed to the selected destination upon occurrence of the 
detected event (i.e. prompting said when said call is next in line to be answered by a 
representative ), when the caller chooses to be interrupted, the VRU continually monitor 
the availability status of a call attendant, and once one becomes available, interrupt the 
interactive session and provide the option of being transferred to the available attendant 
(i.e. responsive to said particular caller indicating a readiness to move to said 
representative, transferring said call to a PBX system for distribution to said 
representative ), and to offer the caller the option of continuing browsing -where 
implicitly, the user would be momentarily "removed" from that particular queue, given 
that user is giving up his or her turn when he or she continues to browse and the system 
will then have to wait for another attendant to become available- (i.e. responsive to said 
particular caller indicating a readiness to continue accesino one from among said first 
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web script and said second web script via voice browser, removing said call from a hold 
queue while enabling said particular caller to continue accessing one from among said 
first web script and said second web script via said voice browser ): and thus in this 
manner the caller may be provided addition information or interaction while waiting for 
an appropriate attendant to become available. 

Claim 10 is rejected for the same reasons as claim 3. 

2. Claims 22-23 are rejected under 35 U.S.C. 1 03(a) as being unpatentable over 
Bjurstrom et al. (US 6,594,348) in view of Porter et al. (US 5,825,856), as applied to 
claims 2, 8 and 15 above, and further in view of Szlam et al. (US 5,5594,791). 

The Examiner takes Official Notice that "detecting a profile for [said] a caller, 
wherein [said] profile comprises ...a language preference; and adjusting [audio] output 
according to at least [one] attribute of [said] profile" is a feature well known in the art of 
call centers. 

See, for example, Col. 6, lines 58-65 of Szlam et al. (US 5,5594,791). 



Response to Arguments 

4. Applicant's arguments with respect to claims 1 -1 9 and 22-23 have been 
considered but are moot in view of the new ground(s) of rejection. 
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Conclusion 

Applicant's amendment necessitated the new ground(s) of rejection presented in 
this Office action. Accordingly, THIS ACTION IS MADE FINAL. See MPEP 
§ 706.07(a). Applicant is reminded of the extension of time policy as set forth in 37 
CFR 1.136(a). 

A shortened statutory period for reply to this final action is set to expire THREE 
MONTHS from the mailing date of this action. In the event a first reply is filed within 
TWO MONTHS of the mailing date of this final action and the advisory action is not 
mailed until after the end of the THREE-MONTH shortened statutory period, then the 
shortened statutory period will expire on the date the advisory action is mailed, and any 
extension fee pursuant to 37 CFR 1.136(a) will be calculated from the mailing date of 
the advisory action. In no event, however, will the statutory period for reply expire later 
than SIX MONTHS from the date of this final action. 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Marie C. Ubiles whose telephone number is (703) 305- 
0684. The examiner can normally be reached on 8am-5pm. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Ahmad Matar can be reached on (703) 305-4731 . The fax phone number 
for the organization where this application or proceeding is assigned is 703-872-9306. 
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Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 

Marie C. Ubiles 

January 20, 2004. / 




